Background of the initiative
This document explores one case of the growing Government 2.0 eco-system in the United States of America. SeeClickFix.com (SCF) is a web-based service designed to help citizens report non-emergency issues in their neighbourhood. The submissions can be submitted via a web interface, by iPhone, Blackberry and Android reporting apps and a Facebook application. Local government officials receive alerts about submitted issues or can track issues that citizens submitted via the so-called Ben Berkowitz, the co-founder and CEO, had the initial idea for the service in 2007 and officially launched the platform in 2008. In his words, the motivation to create the service was a lack of responsiveness of his own local government in New Haven, CT:
"So there was graffiti in my neighbor's building next door to my house, and when I went to talk to my neighbor I had some trouble approaching him to remove it. And when I tried to call local government here in New Haven Connecticut, I had some trouble getting response from them. And so while waiting on hold for a city employee I thought, you know, I bet that other people have documented the same issue as me, by calling into this black box in City Hall, and there's no record of it, and it'd be great if we could make this public. And so we sat down at the weekend, we spent 4 hours and we made a little Google map that'll ask people to publicly document issues in their community, And then we went and created a tool called the Watch Area which was the ability for governments and others to receive alerts on the things that were happening within their geography."
Ben Berkowitz, Co-founder of SeeClickFix.com
Citizen needs
As Ben Berkowitz described in his statement above, the main need that is met with SeeClickFix.com is to alert governments of issues that need to be fixed in the community. These issues include potholes, graffiti, broken infrastructure, like roads, street lights or sidewalks, flooding, needs for improvements around pedestrian, cycling, or transportation infrastructure, or beautification projects around parks, but also trash removal, parking in bikes lanes, etc.
While reporting and alerting local government about non-emergency issues is an established communication channel in the U.S., it is mostly done via direct phone calls or email submission forms on a local government website. Most of the time, government does no send a response back to citizens and it is oftentimes unclear if an issue has been take care of or is still open. This disconnect -between citizen needs and government action -results in a one-directional reporting with no feedback mechanisms. Many citizens describe issue reporting therefore as a "black box".
SeeClickFix set out to address this issue, to depict reported issues in a transparent way on a Google Map mash-up. Beyond reporting, SCF also allows local government officials to report fixed issues with the goal to potentially increase their own accountability and responsiveness. Moreover, SCF helps governments to integrate their work order system with SCFs reporting system on the backend (available only for Pro Users).
Inspiration for the project and comparable services
The initial idea was developed by Ben Berkowitz and his co-founder, and as Other adopters include for example the City of Richmond, VA, that created a separate submission page in the current look and feel of their existing official government website. Citizens are not directly taken to the SCF website, instead they provide a seamless integration as shown on the following screenshot: 
Number of users and reported issues
So far the SeeClickFix web services has several hundred thousand users of which not every visitor actively submits issues -many are using the page to track issues and observe other users' behaviour. In May 2011, the service marked its 100,000 submitted issue. As an example, in the City of New Haven the numbers of issues reported through the SCF service has a far greater volume than the city receives from citizen phone calls or other means. Although it is not possible at this point to draw a direct correlation between the number of issues submitted through either of the existing channels, city managers interviewed for this case state that their anecdotal evidence show that their citizens take more to the easy-to-use online service instead of traditional channels of citizen-government interaction. So far over 20,000 issues were reported in New Haven alone. 
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Drivers that lead to the success of SeeClickFix
Drivers can be analyzed from several different directions and the popularity of the service can not be pinpointed to one exclusive driver, although Ben Berkowitz puts his finger on one aspect that won't go away in the future: "Yeah, a lot a potholes in the world. A lot of broken things that need to be fixed." Citizens will always have the need to report issues in their communities and with the ongoing budget crunches in governments around the world, an easy to use low cost product supports this need to talk about things that go wrong in a neighborhood.
The system fits a real need that hasn't been met in local government: for very low set-up costs, local governments can connect to citizens in a very direct way.
v Governments can now respond to individual complaints directly and build a relationship with citizens and use a channel that citizens have chosen to useinstead of a one directional push strategy -that has not been accepted by citizens.
Moreover, many local governments are in the process of searching for the right citizen customer relationship management tool, have either already built a system or are dissatisfied with the solutions they were committed to so far. SCF again fits the needs, is easy to adopt and the company works with local government professionals to adapt to their needs.
Online submission services, such as SeeClickFix, fit the current popularity of 
Barriers that might inhibit the adoption of SeeClickFix in local government
SeeClickFix does not come without any criticism or reluctance on the side of government. Issue reporting or "complaining" is a dicey issue -and especially town hall meetings oftentimes drift into repeated discussions about the same issues: "You have your frequent flyers." This can lead to the attitude "Them vs. Us" or a general understanding that citizens only contact government to complain.
x SCF tried to counter this tendency by providing a voting and commenting function for each submission, making it easier for government to understand where truly pressing issues occur.
Nevertheless, there are many local governments that were surprised when they received the unsolicited SCF's standardized emails with citizen reports. Some tried to change the email address that was harvested by SCF and inserted into the system without official verification, so that issues would directly go to the correct corresponding email address. Other try to opt out of the service by contacting SCF to remove their email addresses from the system. Especially in the early days of the service, it appears that SCF was unable to accommodate these requests, which resulted in some negative sentiments among local government officials: 
Measuring the success of the initiative
Evaluating the success of a start-up initiative is usually done using numbers such as uptake and number of contributors as indicators for early success. As mentioned earlier in this case report, SCF has just recently reached over 100,000
reported issues that ~ 10% of their website visitors are submitting. Beyond the numbers of issues that are reported, the website's success really needs to also be measured on the extent to which governments are responding to issues and how many issues are fixed -and reported on SeeClickFix as fixed by government. That means that it's not just the responsiveness of starting a work process and filling a pothole, but also giving citizens the impression that their complaints were heard and that government is willing to create a bi-directional relationship with their constituencies. SCF's success will ultimately be a sign that governments understand the necessity of an active responsiveness cycle and that they are willing to respond using the SCF web platform. As Ben Berkowitz states:
We're sending alerts to 16,000 governments, I think. Probably a thousand of them are pretty responsive. The number is definitely growing.
Outlook
SeeClickFix is on its way to establish itself as an independent company. The initial angel funding will help to fund the existing service and support ongoing innovation. In Ben Berkowitz's words, these are some of the additional services that are planned to improve SeeClickFix: The service itself seems to attract enough citizens to build a critical mass for governments to receive remarkable input that cannot be ignored. The Government 2.0 movement in the U.S. is just in its second year and many initiatives have manly focused on federal projects initiated as part of the Open Government Initiative. With more citizens forcing governments to respond to their requests online, the ultimate success of SCF will be local governments responsiveness and acceptance of the system as a valid channel of information exchange and a trusted feedback mechanism between citizens and local governments.
One of the main lessons learnt from the adoption and diffusion of this free citizen-driven online submission system is, that governmental non-adopters might never change their attitude towards citizen participation and won't be jumping on the bandwagon. Instead, local governments with enough funding will keep reinventing the wheel and build applications on their own. 
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